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ABSTRAK 
Kepuasan masyarakat berhubungan erat dengan kualitas pelayanan jasa publik. Mutu suatu 
pelayanan kesehatan dinilai baik apabila pelayanan tersebut menimbulkan rasa puas bagi setiap pasien 
yang sesuai dengan tingkat kepuasan rata-rata penduduk yang menjadi sasaran utama pelayanan 
kesehatan. Penelitian ini bertujuan mengetahui secara umum gambaran kepuasan pasien peserta BPJS 
berdasarkan kualitas pelayanan kesehatan pada ruang rawat inap di RSUD Andi Makkasau Kota Parepare 
Tahun 2015. Jenis penelitian yang digunakan adalah kuantitatif deskriptif. Populasi pada penelitian ini 
adalah pasien rawat inap yang menggunakan BPJS di RSUD Andi Makkasau sebesar 1.169. Penarikan 
sampel menggunakan accidental sampling dengan besar sampel 100 orang. Analisis data yang dilakukan 
adalah analisis univariat. Hasil penelitian diperoleh bahwa responden yang menyatakan puas terhadap 
kompetensi teknis sebanyak 93%, dan tidak puas sebanyak 7%. Responden yang menyatakan puas 
terhadap hubungan antarmanusia sebanyak 88% dan tidak sebanyak puas 12%. Responden yang 
menyatakan puas terhadap kenyamanan pasien sebanyak 91% dan tidak puas sebanyak 9%, sedangkan 
responden yang menyatakan puas terhadap keamanan pasien sebanyak 98% dan tidak puas sebanyak 2% 
Kesimpulan dari penelitian ini adalah pasien puas terhadap kompetensi teknis, hubungan antarmanusia, 
kenyamanan, dan keamanan.  
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ABSTRACT 
Society satisfaction has a strong correlation with public service quality. The quality of 
health service is good if the service resulted a satisfy feeling to patient according to mean 
satisfaction every society who became a main goal of health service. This research pusposed to 
know generally the description of patient satisfaction who became a participant of Social 
Guarantee Organizing Unit (BPJS) based on health service quality to hospitalize room in RSUD 
Andi Makkasau Parepare City in 2015. This kind of research was quantitative descriptive. 
Population in this research was hospitalize patient who used BPJS in RSUD Andi Makkasau 
which was 1.169. Sample was taken by used accidental sampling which was 100 people. Data 
analysis was done by used univariate analysis. The result of this research was respondent who 
felt satisfy with the technique competency was 93% and unsatisfy was 7%. In relationship 
between human who felt satisfy was 88% and unsatisfy was 12%. In comfortable, satisfy patient 
was 91% and unsatisfy was 9%, besides in safety satisfy patient was 98% and unsatisfy was 2%. 
The conclusion was satisfy patient to variables such as technique competency, relationship 
between human, comfortable, and safety. 
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